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Beberapa permasalahannya antara lain masih perlunya perluasan lahan parkir
kendaraan agar wajib pajak memarkir kendaraan di bahu jalan depan kantor. Kondisi
ruang tempat pelayanan pada saat-saat pelaporan akan terasa penuh dan kurang
nyaman meskipun gal ini telah diantisipasi oleh Pihak Kantor Pelayanan dengan
membuat tenda di halaman kantor. Tujuan penelitian ini untuk menguji pengaruh
dimensi Dimensi Servqual terhadap Kepatuhan Wajib Pajak Usaha Kecil Melalui
Kepuasan Wajib Pajak Sebagai Variabel Moderator Pada Kantor Pelayanan Pajak
Pratama Pati.
Jenis penelitian adalah testing hipotesis karena dalam penelitian ini dilakukan
pengujian hipotesis, dengan menggunakan metode survey, dan dengan menggunakan
data primer dan sekunder. Sampel dalam penelitian ini sebanyak 176 responden.
Jenis dan sumber data yang digunakan adalah kuesioner, wawancara, dan observasi.
Pengumpulan data menggunakan angket (kuesioner), wawancara, dan observasi.
Pengolahan data melalui editing, coding, dan tabulating, dan scoring. Uji instrumen
menggunakan uji validitas dan uji reliabilitas. Teknik analisis yang digunakan adalah
SEM (Structural Equation Modelling)
Hasil penelitian menyimpulkan bahwa ada pengaruh positif dan signifikan
dimensi Tangible, Empathy, Reliability, Responsiveness, dan Assurance terhadap
kepuasan Wajib Pajak. Ada pengaruh positif dan signifikan dimensi Tangible,
Empathy, Reliability, Responsiveness, dan kepuasan terhadap Kepatuhan Wajib
Pajak, sedangkan assurance terhadap kepatuhan wajib pajak tidak berpengaruh. Ada
pengaruh positif dan signifikan kepuasan Wajib Pajak terhadap Kepatuhan Wajib
Pajak.





Some problems include the need for expansion is still parked vehicles so that
taxpayers shoulder of the road to park the vehicle in front of the office. The condition of
the room where the service at times of reporting will feel full and uncomfortable though
this gap had been anticipated by the Party Service Office to make a tent in the yard
office. The purpose of this study was to examine the effect of the Servqual Dimension
to Small Enterprise Taxpayer Compliance Through Taxpayer Satisfaction As a
Moderator Variable At the Small Tax Office Pati.
This type of research is testing the hypothesis because in this study testing the
hypothesis, using a survey method, and using primary and secondary data. The
sample in this study were 176 respondents. Types and sources of data used are
questionnaires, interviews, and observations. Collecting data using a questionnaire
(questionnaire), interviews, and observations. Processing data through editing, coding,
and tabulating, and scoring. Test instrument using validity and reliability test. The
analysis technique used is SEM (Structural Equation Modeling).
Following the conclusion of research on the conclusion of there is a significant
positive effect tangible, reliability, influence responsiveness, assurance and empathy
to taxpayer satisfaction, there is a significant positive effect tangible, reliability,
responsiveness and empathy, and then no significant effect assurance to taxpayer
compliance,  there is a significant positive effect taxpayer satisfaction to taxpayer
compliance.






HALAMAN PENGESAHAN TESIS ..........................................................
HALAMAN IDENTITAS TIM PENGUJI TESIS ........................................
PERNYATAAN ORISINALITAS TESIS ...................................................








BAB I. PENDAHULUAN ....................................................................
1.1. Latar Belakang Masalah ......................................................
1.2. Rumusan Masalah ...............................................................
1.3. Tujuan Penelitian .................................................................
1.4. Manfaat Penelitian  ..............................................................
BAB II. TELAAH PUSTAKA ................................................................
2.1. Pelayanan ...........................................................................
2.1.1. Pengertian Pelayanan .............................................
2.2. Kepuasan .............................................................................
2.2.1. Pengertian Kepuasan ................................................



























BAB. III. KERANGKA KONSEP PENELITIAN DAN
PENGEMBANGAN HIPOTESIS .............................................................
3.1. Kerangka Berfikir ..................................................................
3.2. Hipotesis Penelitian ..............................................................
BAB IV. METODE PENELITIAN ..............................................................
4.1. Desain Penelitian ................................................................
4.2. Populasi dan Sampel   ..........................................................
4.3. Variabel Penelitian  ...............................................................
4.3.1. Jenis Variabel ............................................................
4.3.2. Definisi Operasional Variabel ....................................
4.4. Jenis dan Sumber Data ......................................................
4.5. Metode Pengumpulan Data   ................................................
4.6. Pengolahan Data ..................................................................
4.7. Uji Instrumen ........................................................................
4.7.1. Uji Validitas ...............................................................
4.7.2. Uji Reliabilitas ...........................................................
4.8. Analisis Data ........................................................................
BAB V. ANALISIS DATA .......................................................................
5.1. Analisis Deskriptif ................................................................
5.1.1. Identitas Responden ..................................................
5.1.2. Tanggapan Responden terhadap Variabel ..............
5.2. Analisis Data .........................................................................
5.2.1. Uji Validitas dan Reliabilitas ......................................
5.2.2. Uji Kausalitas (Regression Weight) ...........................



























5.3. Pembahasan  .......................................................................
BAB VI. KESIMPULAN DAN SARAN .....................................................
5.1.  Simpulan..............................................................................












Tabel   5.2.
Tabel   5.3.
Tabel   5.4.
Tabel   5.5.
Tabel   5.6.
Tabel 5.7.
Tabel   5.8.









Tinjauan Penelitian Terdahulu .............................................
Karakteristik Responden Berdasarkan Jenis Kelamin .........
Karakteristik Responden Berdasarkan Usia .......................
Karakteristik Responden Berdasarkan Pendidikan ..............
Frekuensi Variabel Tangible ................................................
Frekuensi Variabel Reliability ..............................................
Frekuensi Variabel Responsiveness ....................................
Frekuensi Variabel Assurance .............................................
Frekuensi Variabel Empathy ................................................
Frekuensi Variabel Kepuasan ..............................................
Frekuensi Variabel Kepatuhan .............................................
Uji Validitas ..........................................................................
Uji Reliabilitas .......................................................................
Hasil Estimasi Parameter Pengaruh Langsung antar
Variabel Bedasarkan Model SEM dengan melihat nilai
Standardized .......................................................................
Koefisien Determinasi (Squared Multiple Correlation) .........
Hasil Estimasi Direct Effect ..................................................
Hasil Rekap Hipotesis ..........................................................
Halaman
26
45
46
47
48
50
51
52
53
55
56
57
59
64
65
66
67
xii
14
Gambar  3.1.
DAFTAR GAMBAR
Kerangka Konseptual .....................................................
Halaman
28
xiii
